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In the service industry, where
customer satisfaction is key to
profits, research (and common
experience) has demonstrated that
happy employees make for happy
customers. 
Research has also
supported the idea that
HR practices can help
achieve higher
performance. Newer
research has indicated
that employees’
perceptions of why
these HR practices
were adopted—
s p e c i f i c a l l y, whether
they were seen to be motivated by
a commitment to service quality or
to the employees’ well-being or for
exploitative or control reasons –
play a role in how effective the
practices will be in achieving their
intended outcomes. The more
employees feel they are appreciated
by their employers, the more
willing in turn they will be to
reciprocate in the form of higher
commitment to the organization
and positive behavior. The research
was just described in a
paper by Cornell
professor Lisa Nishii
and colleagues at the
University of Bath and
the University of
Maryland (David
Lepak and Benjamin
Schneider), to appear
in the next issue of
Personnel Psychology. 
The researchers
demonstrated that the same HR
practices in the same organization
can be viewed differently by
different employees. They analyzed
responses from 4,500 employees in
365 departments across 95 stores of
a supermarket chain. Respondents
were asked what they thought about
five HR practices: staffing, training,
benefits, pay, and scheduling,
indicating the degree to which they
believed each practice was designed
to: 
1) enhance service quality; 
2) promote employee well-being; 
3) keep costs down; 
4) get the most work out of
employees; and 
5) comply with union requirements.
The first two attributions were
interpreted as having positive
connotations for employees, the
next two as having negative
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What They See is What You Get
Employee Attitudes and the “Why” of HR Practices: 
Their Effects on Employee Attitudes and Behaviors, 
and Customer Satisfaction
Organizations
should pay 
special attention 
to the role of
recruitment
experiences and
new employee
orientation
programs...
Continued on Page Seven
July - August 2008
P A G E  0 N E www.ilr.cornell.edu/cahrs
hrSPECTRUM July - August 2008 P A G E  T W O www.ilr.cornell.edu/cahrs
Up Close with …
Lynn Minella of Air Products
Learning to adjust to change and become
comfortable in new situations is something
Lynn Minella, Senior Vice President at Air
Products, successfully accomplished long
before her professional career began.
Between the first and twelfth grade, Lynn
went to nine different schools. “Looking
back, all that moving helped me in my
career. I learned to adapt and immerse
myself quickly and to face new challenges,”
she says. 
That change management expertise paid
off as Lynn joined Air Products in 2004 as
vice president of human resources and then was named
Senior Vice President, Human Resources and
Communications in 2007. She is responsible for global
human resources, including talent management,
learning, diversity, organization development, health
and wellness, rewards and benefits, and HR operations.
She also oversees the corporate communications
function and serves on the corporate executive
committee.
Lynn was born in Lexington, Kentucky. She received
a degree in industrial and labor relations from Cornell
University. She serves on the board of trustees for Cedar
Crest College, is an advisory member of the Executive
Compensation Committee for the National Board of
the Girl Scouts of the USA, and is a member of the
CAHRS Advisory Board.  Lynn began building her
impressive resume in a very different business from her
current employer.
She started her career and spent 22 years at IBM,
holding over 15 different positions in a variety of HR
professional and leadership roles, based mostly in New
York. When she joined Air Products, Lynn moved to a
new industry and business, and her role expanded
significantly. “It is a dramatically different business with
completely new challenges,” she says of Air Products,
which has 22,000 employees worldwide and revenues of
approximately $10 billion. 
While IBM is ubiquitous with technology, Air
Products serves customers in industrial, energy,
technology and healthcare markets with a variety of
atmospheric gases, process and specialty gases,
performance materials, and equipment and
services. Founded in 1940, it has enjoyed
impressive growth and change by increasing
revenues, through its strategic divestitures
and by acquiring other companies.
You can tell from visiting with Lynn
that one of the keys to her success is her
passion for learning. “In whatever role you
are in, it is important to dig in and
understand the business, the key markets
and customer drivers. I will never stop
learning,” she says. “I believe it is important
to have curiosity both outside and inside
the HR field.” In fact, after joining Air Products, she
spent a day in a delivery truck traveling the customer
route with one of company’s fleet drivers. “It gave me a
greater understanding of a key part of our distribution
process,” she said. Lynn is convinced that relevant,
comprehensive human capital solutions cannot be
delivered if we do not understand the businesses
strategies, operations, and objectives. 
Air Products operates its lines of businesses as well as
its functions as global entities, and as a result teams
must work effectively across regions and cultures.
Therefore, a major challenge for Air Products is
acquiring, developing and deploying people and
knowledge across the over 40 countries in which it
operates. And the company’s leadership team has to do
that as fast as the businesses are growing. “We need to
leverage diversity and inclusion to insure we are
developing the skills and capabilities of all of our
people. This is crucial to ensure continued success with
our customers,” says Minella. “Add to that the coming
demographic shift, which is facing all businesses, and
this is even more timely and challenging. We have
highly experienced people who possess critical
knowledge moving toward retirement. We need to make
sure we are capturing and transferring their knowledge.”
Lynn mentions another success strategy that serves
her well as Air Products continues to face dramatic
growth and change. “Respect and listen to your team.
Get them to challenge you. That’s how you develop the
best solutions to address any opportunity or challenge
you encounter.”  
Air Products joined CAHRS in 2004, the ‘Up Close with’ profiles feature interviews with leaders of CAHRS partners.
Lynn Minella
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“Very welcoming.”  That’s how Robb Webb
described the team at Hyatt when he joined last
year as Chief Human Resources Officer. You’d
expect that kind of reception from Global Hyatt
Corporation. It is one of the world’s premier hotel
companies with over 735 hotels and resorts in 45
countries. 
Robb, who joined Hyatt from Citi Corporation,
sees similarities between the hospitality industry
and the consumer financial services industry.
“When you are committed to a high level of
service over the phone or face to face, it is really
about the ability to develop customer loyalty,” says
Robb. “At Citi we’d say we’re 24/7 if you follow the
sun. In the hotel business, you’re open every day,
all day and night. You truly never close.”
In addition to the sheer hours, Robb notes the
opportunities to build loyalty. “There are so many
touch points where you either meet or exceed a
guest’s expectations. I actually spent several days
working at Hyatt Regency Chicago recently, just to
get a feel for what our associates experience. The
hotel industry requires a high degree of personal
skills and problem solving. That’s very similar to
the financial business,” he observes.
The HR organization at Hyatt is very
decentralized. “This is quite intentional because of
the nature of our business. We want our resources
where our guests are.” Robb notes that most of his
human resources staff came out of the business.
“They did not start out seeking roles in HR but
organically grew into them. That gives us a
significant advantage.” It is obviously a successful
model because Hyatt was recognized by Business
Week last year for being one of the best places to
start a career.
Indeed, college graduates are often successfully
recruited to the hospitality industry. The promise
of travel and advancement is appealing. The
challenge is retention of individuals who are ready
to stabilize and not relocate as often. “We have a
new initiative focused on women at Hyatt. We’re
trying to develop more women at the GM level.”
Like many other HR executives, Robb cites
talent as his organization’s greatest strategic
priority. “Our workforce has many personalities,”
remarks Robb. Hyatt has a multi-generational
workforce of 90,000 people at all levels. “Grounds
keepers all the way up to general managers and
everything in between. All these roles and
generations co-mingle.” The result? “As an
employer, we can’t provide one solution. We must
manage one person at a time for our mutual
benefit.”
Robb has been struck by the culture at Hyatt. “It
is what I have been trying to create during my
whole career,” he says. “It is service oriented and
constructive.”
Even with this people-oriented culture, there are
still hurdles. “Emotionally connecting with people
in so many different cultures is challenging. It is
not a one-size fits all equation. Should we be global
or multi-domestic? Truth is, a Hyatt in Chicago
should look different than one in Nepal,” Robb
says. The people management implications for this
philosophy are significant. 
With his team committed to service, hospitality
and innovation, Robb is certain to see growth of
Hyatt’s reputation as an employer of choice and
successfully manage these fascinating challenges.
“On my first road trip to a property, I arrived to
find a framed photo of my family on my bedside
table.” With individuals like that in an HR
organization, building a culture of success in a
complex workforce is a welcome challenge.
HR Company Profile
Global Hyatt Corporation
Global Hyatt Corporation joined CAHRS in 2008, the ‘HR Company Profile’ features a Corporate HR view of new CAHRS partners.
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This is an exciting time in
the Middle East. Countries in
the region, and in particular in
the Gulf Cooperation Council,
have experienced
unprecedented economic
growth and prosperity over the
past several decades. However,
for companies operating in the
region, this growth is
accompanied by a multitude of
human resource challenges. On
May 28 and 29, CAHRS
partners and Cornell HR
faculty met in Dubai to discuss
‘Growth in the Middle East and
HR Capabilities.’
Ray Sisson, Senior Vice
President with GE Commercial
Aviation Services, opened the meeting with a presentation
entitled ‘Winning in the Middle East.’ The presentation
outlined GE’s growth strategy for the Middle East as well as
some of the company’s key challenges, including managing
skyrocketing inflation and building an employer brand in
the region. Following the presentation, roundtable
discussions were used to further uncover some of the biggest
HR challenges in the Middle East, many of which revolved
around managing local talent. Jules Croonen, Vice
President, HR Middle East, Caspian and South Asia, Shell,
then provided a detailed examination of the realities and
future of localization/nationalization issues in the Middle
East. Harjinder Kang, Company President, AstraZeneca
Gulf FZ LLC, followed with a presentation on the impact of
free zones, in which he discussed the impetus for
AstraZeneca’s move to Healthcare City in 2004 and the
benefits of operating in one of the Free Zones. The first day
of the meeting concluded with a roundtable discussion of
the impact of Middle East Culture on HR in the Region, in
which many companies noted the key challenge is
managing the multiculturalism that characterizes the
workforce in the Region.
The morning of the second day of the meeting was
devoted to exploring talent management issues in the
Middle East. Professor Chris Collins, Cornell, began by
discussing the findings of a Cornell CAHRS study on talent
management. The issues surrounding the attraction,
development, engagement, and retention of talent
highlighted by Chris were
then examined in the context
of the Middle East by each of
the morning’s presenters.
Tommy Weir, Head of
Learning & Development,
Nakheel, talked about five
shifts—market, growth, speed,
talent, and leader—that
companies need to make to
compete in today’s emerging
markets. Nasser Al Madani,
Assistant Director, General
Dubai Airport Free Zone
Authority, Government of
Dubai, discussed trends
surrounding the retention of
UAE Nationals and strategies
that companies can use to
engage Nationals and reduce costly turnover. Finally, Joel
Farnworth, Regional Head of HR, HSBC Bank Middle East
Limited, talked about the importance of HR talent in
executing a strategy that will attract and retain the best
talent in the Region.
In the afternoon, Mustafa Al-Hendi, Chief Human
Capital Officer, Dubai Aerospace Enterprise, delivered a
presentation on the compensation challenges in the region.
The presentation highlighted the rapid rate of salary growth
in the region (15-20% annually) and trends in reward
structures (e.g., move to variable pay). The meeting
concluded with two sessions focused on HR Leadership. Eva
Sage-Gavin, Executive Vice President, HR, Gap Inc. and
current Chair of the CAHRS Advisory Board, delivered a
presentation entitled, ‘Influence and Impact New
Possibilities for Today’s HR Leaders,’ in which she talked
about the important role of HR leaders in building and
protecting their company’s brand reputation. Professor Pat
Wright, William J. Conaty GE Professor of Strategic HR
and Director of Cornell CAHRS, talked about the key role
that HR leaders play in influencing the organization,
influencing decisions, and influencing people.
Eva Sage-Gavin summarized the conference by
highlighting the open sharing of best practices and “explosive
learning” that occurred over the two days. While the
challenges are many, all agreed that the lessons learned will
help them position their HR function to proactively address
both the challenges and opportunities in the region.
Growth in the Middle East and HR Capabilities
Spring International Meeting in Dubai
Burj al-Arab Hotel in Dubai
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Mustafa Al-Hendi, Dubai Aerospace Enterprise
Eva Sage-Gavin, Gap, Inc.
Ray Sisson, GE
Jules Croonen, Shell
Joel Farnworth,  
HSBC Bank Midddle East, Ltd.
Nasser Al Madani,
Dubai Airport Free
Zone Authority 
Tommy Weir, Nakheel
Harjinder
Kang,
AstraZeneca
CAHRS continues to invite human
resources executives to the ILR School to
participate in our classes. The ILR School was
pleased to have CAHRS partner executive
speakers and projects during the Spring of 2008.
Participating company HR executives were:
Spring 2008 Executive Speakers
•Dee D’Agostino & Raymond Arroyo, Aetna
•Bonnie Hettinger, Corning
•Vince Grassi, Air Products and Chemicals
•Connie Wayne, Eaton
•Kevin Wilde & Lynn Plaschko, 
General Mills
•Zane Zumbahlen, Mary Farrell, Bob Calamai, 
Federico Castellanos & Mike Schade, IBM
•Michelle Murphy & Edmond Hughes, 
Northrup Grumman
•John Berisford, PepsiCo
•Tom Ruddy, Siemens
Course Projects
•Aetna Inc •General Mills
•American Express •MassMutual Financial Group
•CIT Group Inc. •PNC
•Citi Corporate Center •UTC
•Corning •YUM!
•Eaton
Each semester, CAHRS serves as a broker, matching
speakers to classes, and helping sponsors to get the most out
of their classroom appearances by working closely with
faculty to link topics to educational objectives. We will be
working with the ILR faculty to gather a list of topics where
guest lecturers and projects will be needed.
If you would like to participate in our upcoming HR courses as a guest lecturer
or project contributor during the fall 2008 semester, please contact Dr. Pamela
Stepp at 607-254-4829 or pls8@cornell.edu.
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Participation in ILR School Classes
Invitation to HR Executives
Kevin Wilde, General Mills, is joining the class via our videoconference classroom.
John Berisford, PepsiCo Tom Ruddy, Siemens
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connotation, and the last as being neutral.  
The researchers showed that employees perceive
different underlying motives for HR practices, and that
the more positively the employees interpreted the HR
practice, the higher their overall satisfaction and
commitment was to the organization. Overall, groups
with more satisfied and committed employees also
benefited from higher levels of discretionary effort on
the part of those employees, which was ultimately
correlated with higher customer satisfaction with those
groups.  
The research underscores the importance of
considering employees’ perceptions of HR practices
when trying to link HR practices to performance. There
is likely to be a disconnect between intended HR
practices as reported by managers and the effect of
actual HR practices that is at least partially explained by
differential meanings imposed on those practices by
employees. The researchers expect that this disconnect
can be reduced by communicating the intentions of HR
practices to employees in an unambiguous and salient
way, both through formal organizational
communications and also more indirectly through line
managers. Organizations should pay special attention to
the role of recruitment experiences and new employee
orientation programs in shaping employees’ perceptions
of HR practices. Once perceptions are formed, they
become self-reinforcing at the individual and unit
levels, and thus HR practices are likely to be interpreted
in accordance with these initial perceptions. 
For more information regarding this research please contact Lisa Nishii via
email: lhn5@cornell.edu, or Tel: +1.607-255-4431. This article references
research from the CAHRS Working Paper #08-04, which can be found on
our web site: www.ilr.cornell.edu/cahrs/paper.html 
What They See is What You Get
Continued from Page One
Partner Meeting Presentation Summaries
Growth in the Middle East and HR Capabilities
CAHRS Partners have access to executive meeting
summaries via our online Searchable Resource Collection.
The latest summaries available are from the recent Spring
2008 International Meeting in Dubai. Summaries included
are:
“Winning in the Middle East” – Presented by Ray Sisson, 
Senior Vice President, GE Commercial Aviation Services
“Nationalisation: The Reality and the Future” – Presented 
by Jules Croonen, VP, HR Middle East, Caspian and South 
Asia, Shell
“Impact of Free Zones” – Presented by Harjinder Kang, 
Company President, AstraZeneca Gulf FZ LLC
“Best Practices in Talent Management” – Presented by 
Chris Collins, Associate Professor, Human Resource 
Studies and Director, ILR Executive Education, CAHRS
“Leadership Growth in an Emerging Market” – Tommy 
Weir, Head of Learning & Development, Nakheel
“Retention of Emeriti Talents” – Nasser Al Madani, 
Assistant Director, General Dubai Airport Free Zone 
Authority, Government of Dubai
“HR in the ME – Just Doing It (With suitable apologies to 
Nike)” – Joel Farnworth, Regional Head of HR, HSBC 
Bank Middle East Limited
“The Challenges Associated with Compensation in the 
Region” – Mustafa Al-Hendi, Chief Human Capital 
Officer, Dubai Aerospace Enterprise
“Influence & Impact: New Opportunities for HR Leaders” – 
Eva Sage-Gavin, EVP Human Resources, 
Communications & Corporate Social Responsibility, Gap Inc.
“HR Leadership” – Patrick M. Wright, William J. Conaty 
GE Professor of Strategic HR, Director of CAHRS, 
Cornell University
To access CAHRS partner online benefits log in to our website with your
CAHRS partner ID and password. If you do not know your partner ID and
password, please contact Jo Hagin at 607-255-9358 to retrieve them.
hrSPECTRUM July - August 2008 P A G E  E I G H T www.ilr.cornell.edu/cahrs
2 0 0 8  -  2 0 0 9
“HR for HR” Partner Working Group. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . August 19, 2008  Boston, MA
Hosted by Fidelity
ILR Orientation & CAHRS Executive Roundtables . . . . . . . . . . . . . . . . . . . . . . . . . . . . August 26, 2008  Ithaca, NY
“Compensation Issues” Partner Working Group . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . September, TBD  New York, NY
Hosted by CIT
“HR for HR” Partner Working Group. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . September, 2008 TBD  London
“HR Issues in Asia” Partner Working Group . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . October 22, 2008  Singapore
Fall Partner Meeting . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . November 12 - 13, 2008  Ithaca, NY
Managing the New Workplace
European CHRO Partner Working Group . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . December, 2008  TBD
Spring Partner Meeting . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . May 2009  TBD
ILR Orientation & CAHRS Executive Roundtables . . . . . . . . . . . . . . . . . . . . . . . . . . . . August 25, 2009  Ithaca, NY
Fall Partner Meeting . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . November 11 - 12, 2009  TBD
For more information, contact Jo Hagin at +1.607.255.9358 or email: jap7@cornell.edu, 
or visit our website at: www.ilr.cornell.edu/cahrs/Events.html
ILR Executive Education
HR Strategy: Creating Competitive Advantage through People . . . . . . . . . . . September 15 - 19, 2008  Ithaca, NY
Understanding the Top Seat: The Modern CHRO Role & Strategies for Success
Session One . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . November 5 - 6, 2008  New York, NY
Session Two . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . March or April, 2009 TBD  New York, NY
For more information, contact ILR Executive Education at +1.607.255.5882 or e-mail: ilrexec@cornell.edu, 
or visit our website at: www.ilr.cornell.edu/execed 
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